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Abstract: This paper explores how service designers in the public sector can embrace
a lens of cultural plurality in their daily design practice. When designing for public
services, a gap between the cultural assumptions of the designer and diverse residents
is going to emerge. If this gap is not addressed, service design risks enacting harmful
oppressive structures. This study develops a process model based on a research
through design approach. It describes how a generative feedback loop of critical selfreflection negotiated within design practice could support designers to begin
embracing cultural plurality along with concrete examples. The process model
addresses the missing how of critical reflection in service design practice and explores
how design artefacts can be leveraged to start creating a designerly critical selfreflective practice.
Keywords: cultural plurality; service design; critical self-reflection

1. Introduction
With higher acceptance of service design practices in the public sector (Service Design
Impact Report, 2016), service designers are moving into powerful positions influencing how
public services support communities with diverse cultural values (Akama et al., 2013). As this
rapid proliferation of service design practice takes place, design scholars have been
increasingly calling out for the need to embrace cultural plurality within service design
(Sangiorgi, 2010; Akama & Lee, 2019; Ansari, 2020). When designing for complex service
systems such as the public sector, designers need to draw in the complexities of reality, as
“the world is made up of multiple worlds, multiple ontologies or reals that are far from being
exhausted by the Eurocentric experience or being reducible to it” (Escobar, 2018, p. 68).
While scholars outline the mechanics service designers need to be aware of to embrace
cultural plurality there is a lack of guidance regarding how they can critically reflect on those
mechanics and take their reflections into practice. This critical dialogue about the relation
between cultural plurality and service design remains in academia and needs to be made
accessible to practitioners to help propel the discipline forward. If the how of critical
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reflection is not addressed, service design continues to risk propagating harmful oppressive
structures (Duan et al., 2021; Tlostanova, 2017).
In response to this challenge, this study takes a research through design approach (Frayling,
1993) to begin understanding how service designers can be supported to begin embracing
cultural plurality in their practice. The research develops a process model of how a
generative reflective feedback loop can be set-up for individual designers and detailed
examples of how the feedback loop was enabled during the study. It contributes towards
supporting the design discipline in creating its own approach towards a critical self-reflective
practice, while addressing the missing component of how service designers can reflect within
existing literature.

2. Cultural plurality in service design practices
Service design is increasingly accepted as an approach in public sector services. The need for
service design methods to be able to draw in the user’s perspective while defining service
offerings is becoming apparent. But government-driven, one-size-fits-all approaches to
service delivery to fix social ‘wicked problems’ are inadequate due to the diverse character
and needs of communities (Akama & Prendiville, 2013). Scholars claim that service design as
a practice has been glossing over messy realities and contextual knowledge grounded in
action (Akama, 2009). This act of glossing over produces linear understandings of services
and their entanglement with societal cultures. Popular discourse (eg., This Is Service Design
Thinking) for service design practitioners reinforces how tools like the ‘customer journey
canvases’ are intended towards visually simplifying existing services and provide ‘service
design principles’ which place a focus on consumption centric service development. This
popular discourse can cause service design to ignore the cultural complexities of worlds
(Duan et al., 2021).
Service designers need to place a focus on the relation between design and culture as
“through the practices of designing, cultural beliefs are materially reproduced, identities are
established, and social relations are codified” (Balsamo, 2011, p. 11). Service design
practitioners need to recognize that cultural differences, among others, point to deeper,
more fundamental ontological differences – differences in how humans make sense of
themselves and their realities, with the implications that these lead to different ways of
acting and being – between different persons and communities (Ansari, 2020).
Scholars recognise that methods in design have mostly been borrowed from more
established disciplines in terms of human research, such as psychology, anthropology, or
sociology (Hanington, 2003). This borrowing sometimes leads to an oversimplification and
separation of culture from service design (Duan et al., 2021). Along with reproducing the act
of borrowing methods, service design practice tends to treat methods as something that can
be separated from the practicing designer, exported, and become ‘commodified’ for
repeatability (Akama & Prendiville, 2013). Popular practitioner-oriented literature leans
heavily on reproducible methods and tools available for free use and applicable in multiple

2

Preparing for the pluriverse

contexts by any designer. When designers step into conditions and circumstances with the
aim to initiate social change, they can disrupt existing practices, reconfigure local power
dynamics, and shift social relations (Akama & Yee, 2019). While the intention might be to
make service design more accessible, the dominant paradigm of service design is at risk of
contributing to an exclusionary practice that eliminates other ways to produce, transmit and
represent cultural knowledge (Tlostanova, 2017). In the light of this, there is a need for
service design practice to develop a sensibility of cultural plurality.

3. Critical self-reflective practices in service design and beyond
To challenge this dominant frame of service design practice, designers need to consider
seriously that the aim and intent of research is less to explain or even understand social
phenomenon than to use the ethnographic encounter as the basis for exposing and
articulating the contours of one’s own explanatory concepts and tools (Ansari, 2020). The
responsibility to create an awareness of the designers’ own ontology before trying to
understand the ‘cultural other’ is currently left to the individual designer, while it needs to
shift towards being an integrated part of service design practice.
This paper draws the definition of ‘being critical in reflection’ from social work. In social
work, Fook (2007) talks about being critical as the ‘ability to be transformative’. Fook
describes that to be transformative one needs to examine very fundamental assumptions,
which lead to fundamental change along with an awareness of how power works. To begin
embracing cultural plurality, service designers need to uncover and critically understand
their own fundamental assumptions around their positionality, biases, worldview and the
power dynamics they cause, and how these factors influence their local design
practices. Therefore, this paper describes critical self-reflection as the process of
transforming “our frames of reference through critical reflection on the assumptions upon
which our interpretations, beliefs, and habits of mind or points of view are based” (Mezirow,
1997, p. 7).
Other disciplines within the public sector have been developing ways of bringing in critical
self-reflection in their practices. In social work, Fook (2007) describes “the aim of critical
reflection is to assist the learner to unearth and unsettle assumptions (particularly about
power) and thus to help identify a new theoretical basis from which to improve and change
a practice situation” (p. 446). In healthcare, Tervalon and Murray-García (1998) describe
cultural humility as “a lifelong commitment to self-evaluation and critique, to redressing the
power imbalances in the physician-patient dynamic, and to developing mutually beneficial
and non-paternalistic partnerships with communities on behalf of individuals and defined
populations” (p. 210). Design academia is not far away from this conversation. Scholars have
called out to service designers to delve in critical reflexivity, inculcate self-reflective practices
and start creating a self-awareness along with a reflexive vigilance to embrace cultural
plurality in their design practice (Akama & Lee, 2019; Ansari, 2020; Escobar, 2018; Mainsah
& Morrison, 2014; Sangiorgi, 2010).
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Design has its roots in a reflective practice where the designer ‘reflects-in-action’ (Schön,
1983). In today’s complex societal context this reflection is limited and needs to start
responding to a different set of complexities. Service designers need to reveal the multilayered sites of power, knowledge, practices, cultural values, and precarious asymmetries
that exist in co-design collaborations (Akama & Lee, 2019). But the question is, how should
service designers critically self-reflect within their local design practice in relation to culture?
As Escobar (2018) has called out, there exists “a dearth of critical analyses of the relation
between design practice and capitalism, gender, race, development, and modernity” (p. 46).
While scholars, in varied voices, call out for the need of a critical self-reflection in relation to
cultural plurality, there are limited guides for service designers on how to, and what to
reflect on. Smaller initiatives by designers and researchers have been contributing towards
how designers can critically self-reflect in practice (eg., Boeijen, 2015; Costanza-Chock, 2020;
Goodwill, 2020), but these initiatives can be further strengthened by bringing discussions of
cultural plurality from design theory into design practices.
Practices of critical reflection within adult learning, social work and healthcare mainly
depend on writing and discussion. Design practices and approaches are distinctly different
from the aforementioned practices. Designers are often engaged in activities of ‘form giving’
generating materials throughout the design process. Therefore, this study explores how
‘design as a reflective conversation with the situation’ (Schön, 1992) can be leveraged to
support service designers by engaging in a critical self-reflective conversation about
designing within cultural plurality through design materials. As Dunne and Raby (2013)
question, “how can designers build things which create reflection through the language of
design?” (p. 86), this study explores how design artefacts can become materials which give
service designers insight into social structures, biases and the designers own positionality to
enter a critical self-reflective dialogue about cultural plurality in their design practices.

4. Research through design approach
To explore the research question “how might service designers be supported to embrace
cultural plurality in their design practice?”, a team of two design researchers conducted this
study as a part of their master’s thesis over a period of 9 months in Norway. The study
adopted one of Redström’s (2017) tactics for ‘research through design’ called sequencing
where the analysis process tacks back and forth between critical design theories and
generated field data to understand how to arrive at a relevant critical reflection about
cultural plurality in service design practices. This practice-based approach aided in revealing
embodied insights about what transpires when one attempts to facilitate a conversation
with a specific intention in a context. The embodied insights belong to both the participants
and facilitators of the conversation. They helped in revealing some of the assumptions and
gaps in the literature related to embracing cultural plurality in service design practice.
The motivation for this study came from the researchers’ personal experiences of working
with design in two different countries, India and Norway, and their own lived experience
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within societies. An important point to note within the Norwegian context is Scandinavian
Exceptionalism (Pratt, 2007) where the culture of equality is baked into society to an extent
everyone is perceived as equal. Amongst other factors, this posed a core challenge to the
entire study as it made it hard to talk about cultural plurality openly with designers.
Through the process we engaged 22 service design practitioners and 6 master design
students along with one design studio with 10 designers. Most of the designers have been
educated in Norway and practice design through a consultancy model. These factors shape
their approach for practicing service design and the relations they have with public sector
clients. The sample was recruited to participate in the study as they have experience
working with public services in Norway through their studio practice or a practice based
Master’s program collaborating with public services.
Throughout the study each reflective session with designers used a version of a
‘conversation framework’. This framework was shaped to support a critical self-reflection to
embrace cultural plurality in relation to service design practices. Based on the findings from
each session, we iterated the framework over three rounds (Figure 1). Each reflective
session lasted between 1 to 2.5 hours and helped to inform the framework shared in this
paper.

Figure 1. The three iterative rounds done to develop the conversation framework

The first round was supported with paper based framing devices (shown in Figure 2) and a
set of questions. This round prompted responses like, “Designers are a well-intentioned lot,
no one designs to exclude”. The framework was generating defensive responses rather than
entering a space of critical self-reflection and not clearly stating what culture meant in a
service design context. Therefore, the second round shifted toward exploring the use of
three-dimensional framing devices and a story (shown in Figure 3) about service designers
engaging in a culturally sensitive design project to make an explicit connection between
service design and culture. This round prompted responses closer to a critical self-reflection
around cultural plurality in design practice. But the responses seemed to be imposed on the
reflecting designer as they were participating in the session. For example, a designer shared,
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“I guess I could force myself to look for some cultural hooks”. Therefore, the last round
moved toward creating a conversation framework in the form of a website (Figure 4). This
allowed us to add an onboarding narrative, play with visual style and tone of voice, and
create a structure bringing forward design artefacts similar to the design brief in the last
round to help them facilitate a relevant reflective conversation. The last round shifted the
response to, “I feel some resistance towards it [the conversation framework]. It exposes how
I should be thinking at all times when I think. It’s contradictory to the image of myself, but it’s
okay.” which showed how the designers were more open to exploring critical self-reflection
in their practice when met with such approaches.

Figure 2. Artefacts created during the first round of iteration. Photo by the author.
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Figure 3. Artefacts created during the second round of iteration. Photo by the author.

Figure 4. Artefact created during the third round of iteration. Visual by the author.

These rounds along with the conversation frameworks were systematically mapped out to
understand what aspects of the framework were enabling critical self-reflection in relation
to cultural plurality in service design practice. Figure 5 shows one example from the
systematic mapping of one session along with reflections on what helped prompt a relevant
response or not. Through this research through design approach and the reflections that
emerged, this research constructed a process model to help service designers embrace
cultural plurality in their design practices.

7

Shivani Prakash

Figure 5. One example from the conversation tracker created to systematically map out the iterative
rounds

5. Findings: Addressing the missing ‘how’ of critical self-reflection
This paper develops a process model (Figure 6) from the research through design approach
to address the gap of how service designers can critically self-reflect to embrace cultural
plurality in their practice. The process model is supported with detailed examples of how a
designer can begin reflecting and then take those reflections into practice. The core
elements of the process model are 1) Creating an intentional space, 2) Explicating one’s
evolving lens, 3) Reflecting within design practice and 4) a feedback loop which moves from
(re) developing sensibility to (re) negotiating it in practice. The core elements are nested and
interdependent as one element creates space for another. Creating an intentional space
enables the reflecting designer to explicate their evolving lens which can be then taken into
their design practice. The core elements support the generation of a feedback loop which is
described in this section.
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Figure 6. Process model and generated feedback loop

5.1 Creating an intentional space
The conversations with designers indicated that it is hard to openly ask questions about
cultural plurality as the questions directly point back to the designers’ biases. A feeling of
being restricted from talking about cultural differences was shared by one designer: “It’s
painful to raise this topic since people become defensive. It’s painful that they [fellow
designers] are not curious or willing to receive the other perspective”. Through the iterative
rounds we recognized that an intentional space can be enabled to help designers feel safe as
they wade through discomfort.
During the study an intentional space was set-up in the following ways. We began the
session by sharing what motivated us to bring the session to their colleagues. For example,
one of us (the researchers) shared a personal experience of how we realised our biases
toward a community when conducting interviews. This was one of the motivations to begin
exploring cultural plurality in our own practice. Sharing a personal experience helped warm
up the participants to start reflecting on their own experiences in relation to cultural
plurality.
After sharing our motivation, we moved on to framing the space with meaningful ground
rules to support the challenge of confronting one’s subjectivity. This supported participating
designers to reflect while feeling less restricted. For example, the study used three ground
rules shared by Fook (2007), which include confidentiality, respect & acceptance, nonjudgementalism.
Lastly, the research through design approach helped us understand that it was imperative to
create a clear connection between service design and culture to keep the reflection relevant.
A fictional design project created within a local context was found to help keep the
reflections relevant while making a bridge between reflective and practical discussions. For
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example, during the study the brief (see Figure 7) showcased how the Norwegian Child
Protective Services meets with people from a cultural background with a different set of
values than those of the dominant culture. The brief is supported with a description of the
user group (see Figure 7) the participating designers will meet further in the reflective
session.

Figure 7. Fictional design brief and description of the user group

5.2 Explicating one’s evolving lens and biases
Design theory (as shown in Section 3) and our field research support that processes of
critical self-reflection need to start with the individual designer. Service designers in our
interviews shared that “we need to understand our own starting point [before we try to
understand the other]” and that “the less self-aware you are, the less aware you are of your
implicit biases.” But this notion of ‘starting with oneself’ was contradicted when another
designer shared “Our role as designers is to be the neutral part — to be the voice of the user
and tell their story”. But how is a designer ever neutral when their reality is radically
different from the person they are designing for?
Therefore, this core element proposes to begin the process of critical self-reflection by
supporting the designer to start uncovering their own positionality and then reflect on
possible implicit biases towards the user group mentioned in the fictional design brief in the
section above. The study used the metaphor of a ‘lens’ to be able to capture ones’ way of
seeing and understanding the world. This lens is shaped by an individuals’ identity,
background, relation to power, privilege, and biases. This step attempts to help designers to
start creating an intersectional understanding (Crenshaw, 1989) of themselves.
To support designers to start creating an understanding of their lens, we drew a connection
between their background and how their life experiences contribute to the shaping of their
lens on the world. The study leaned on a metaphor of a ‘kaleidoscopic lens’ (see Figure 8).
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Like the facets of a kaleidoscopic lens, an individual's lens is shaped by their background and
is constantly evolving as they encounter new experiences. This personal exercise asks
participants to start by shedding a light on aspects which form their lens and is supported
with an example by the facilitator (see Figure 8). The metaphor reflects the nature of the
pluriverse and provided a lower threshold to the reflecting designers to start thinking about
their lens.

Figure 8. Visual and example used to support the step of ‘unpacking one’s evolving lens’.

After explicating one’s lens, the next step is to support the designers to unpack their biases
in relation to the user group. Here the reflective conversation starts creating a connection
between the designers’ lens and their design practice. Biases help one make sense of the
world, but they also influence ones’ lens when working with users. To support the designers
to surface their implicit biases, we drew a connection between the user group mentioned in
the fictional brief (see Figure 7) and the political discussion about the group today. In the
study, a metaphor of the ‘zeitgeist ghost’ (see Figure 9) was created. The ghost embodies
the omnipotent micro communication that individuals are exposed to, and which “feeds
them with” biases. Through this metaphor an attempt was made to normalize the fact that
everyone has biases, and that it is important to be aware of one's biases as they might
inform what considerations the designer makes during their design process. The
participating designers were requested to write down what biases they might have in
relation to the user group. Aspects noted down during these steps were not shared unless
the participants felt comfortable in doing so. This was done to ensure a feeling of safety
through the session.
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Figure 9. Visual and example used to support surfacing one’s biases.

5.3 Reflecting within the design practice
The first two elements help build a foundation for service designers to begin critically
reflecting in their design practice. The iterative rounds revealed that while designers show
the need of shifting their practice to design for equitable outcomes, it is not an integrated
part of practice. As one designer shared, “I’m not saying that designers ‘haphazardly neglect’
to work more inclusively, but surely this is a situation all of us could easily find ourselves in.”
This element attempts to bridge the personal and professional parts of a service designer
through critical reflection using the language of design.
The bridge between the ‘personal and professional’ was created by strategically selecting
three activities of one's design practice. In the study we selected an interview setting, team
analysis session and conceptualisation session. To support reflection within each design
activity we brought in 1) A typical design artefact, and 2) A critical perspective to challenge
the content of the design artefact. Using the artefact and perspective, we created 3) A
question to reflect, and 4) A question to tip the reflection into action. These four points are
described along with concrete examples of how they were manifested during the study
below.
Design artefacts can become holders of a designers’ cultural assumptions. The intention
was to start seeing how a typical design artefact can become a gateway into
understanding ones’ cultural assumptions and therefore create a connection between
cultural plurality and design. During the study an interview guide (Figure 10) was
crafted with small details to prompt reflection within an interview setting. An example
of a prompt is a cultural assumption which was embedded in the interview guide (see
section 1 in Figure 10). The suggested activity is a part of the dominant culture in
Norway and may not appropriately establish trust with the user group the designer will
meet.
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Figure 10. An interview guide as an example of a typical design artefact created during the study.

A critical perspective was used to challenge the design artefact and prompt reflection in
connection to the designers’ explicated lens (see Section 5.2). A critical perspective was
drawn from critical design theory or lived experience to help challenge existing ways of
thinking about cultural plurality within the frame of the fictional brief. For example, in
connection to the interview guide (see Figure 10), a short comic (see Figure 11) was crafted
bringing forward a voice challenging existing frames of thinking. The comic is based on an
opinion article by a policy researcher. It clearly surfaces how there might be a clash of
cultural values supported with a statistical figure. The critical perspective helped keep the
reflection connected to cultural plurality and the need to embrace it in design practice.

Figure 11. A short comic as an example of a critical perspective used to prompt reflection.

We then drafted a reflective question to prompt critical reflection in tandem with the
chosen artefact and critical perspective. A question used during the study in connection to
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examples provided was, “You have peaked into the users’ anxieties of being culturally
misinterpreted. How might you appropriately address their fear during the interview
setting?”.
After the reflection question, we shifted the reflection into action to support the designers
to better integrate their reflections into their everyday work. To shift the reflection towards
design practice, we formulated a question to help tip the reflection into action. For example,
the question used to follow through with the previous question was “When interviewing,
what can you do to acknowledge your lack of neutrality?”.

5.4 Feedback loop: (re)developing awareness and (re)negotiating it in practice
By going through the core elements a designer reflects within an intentionally set-up space
which enables them to explicate their evolving lens. This awareness of their lens can be then
taken into their design practice. The core elements support the generation of a feedback
loop as the practice of critical self-reflection is not intended to stop after one reflective
session. By developing an awareness about cultural plurality in service design practice the
designer can begin renegotiating what qualities of a safe space they need for a critically selfreflecting, how their lens is evolving based on their experiences within society and in which
ways does this explicated lens then again influence their design practice thereby entering a
reflective feedback loop.
This feedback loop was found to be at the core of what needs to be supported to realize
critical self-reflection in practice. The aim is that this feedback loop between the designers’
self and their practice can move out of a structured reflection session and become a part of
their design approach.

6. Discussion
The process model shown in Figure 6 enables practicing service designers to bridge the gap
between design theory and practice in relation to cultural plurality by giving them a
structure to reflect along with. The structure allows them to consider their situatedness and
how that relates to the local contexts they design for. Strategically using the design process
to enter a critically self-reflective conversation with the situation supports designers to begin
tapping into the pluriverse through their own design materials. By following a structured
reflection, the designer might be able to enter the described feedback loop to develop an
under the skin awareness of working with cultural plurality in their design practice.
With these learnings in mind, this paper contributes toward addressing how designers can
begin critically reflecting through the language of design, it raises a core challenge of
recognising and navigating defensiveness while self-reflecting and creates a foundation for
future research on critical self-reflective practices for designers.
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6.1 Addressing the missing how of critical reflection
As mentioned in Section 2 and 3, service design as a discipline lacks guidelines on what and
how designers need to critically self-reflect in relation to cultural plurality in their practices.
While critical reflective practices in public sectors (see Section 5.3) depend on conversation
and writing to reflect, design practice has a distinct difference. Design practice is visual and
tangible, where designers are often engaged in activities of ‘form giving’. This paper explores
what design materials created during a design process have to offer back to designers, and
how these materials can be used as a way of exploring biases, prejudices and power
dynamics within design projects.
For example, during the study an interview guide was leveraged to support reflection. The
interview guide served as a tangible manifestation of how a designer could structure a
conversation to generate knowledge of a specific context. The designers’ thoughts are
shaped into the interview guide presenting material which can then be unpacked to give
insight into how cultural plurality can be brought into their practice. The process model
shown in Figure 6 contributes towards expanding on how designers ‘reflect-in-action’ and
how ‘designers are in conversation with their materials’ (Schön, 1992) by providing practical
guides on how to critically self-reflect in relation to their own positionality and the
complexities of cultural plurality in their design context.

6.2 Recognising and navigating defensiveness during critical self-reflection
One important barrier to consider while enabling critical self-reflection is defensiveness.
Through the study often presenting arguments from design theory did not suffice to make a
case for the need of cultural plurality. While existing literature describes what designers
should reflect about, it misses stating the potential barriers, such as defensiveness, of the
designers themselves and their design approach. This study was conducted and developed in
a Norwegian context where talking about cultural plurality was exposed to be a taboo
conversation. The context shed light on the fact that it is not easy to ‘explicate one’s lens’ as
it directly points back to the ontological insufficiency (Ansari, 2020) of the designer. It
exposes the designers’ biases and privilege and often led to defensive responses and
resistance during the process.
While this is a barrier to enter a critical dialogue with service designers, it encouraged us to
make the challenges of having this conversation explicit. By making the challenge of
defensiveness explicit, we were able to work towards sharing a language and using
metaphors to be able to have a critical self-reflective dialogue. For example, to help
participating designers surface their defensiveness, a spectrum was drawn between ‘I feel
comfortable about this’ to ‘I feel resistance towards this’. After an exercise they were asked
to express how they felt using the spectrum. This supported the designer to articulate how
the reflection made them feel.
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6.3 Future research on critical self-reflective practices for designers
The sessions with practicing service designers revealed industry related constraints which
contributed towards holding designers back from embracing cultural plurality. The focus of
critical reflection needs to include the industrial context within which design is often
practiced. By distributing the responsibility amongst both individual designers and their
institutions, cultural plurality stands on a stronger ground to influence change in our society.
This study was conducted in a Norwegian context, by two researchers situated in a specific
mode of practicing service design. The process model shared in this paper might not be fully
transferable to other contexts. While it offers inspiration for unpacking the positionality of a
designer and then leveraging design artefacts to critically self-reflect within any form of
design process; the content of the reflection still needs to be critically examined when being
referred to in a different context.
The examples used in this study to talk about cultural plurality were taken from a context
where the tension between cultures was explicit. When designers move into projects that
are seemingly less political it might get harder to understand how cultural plurality plays into
that context.

7. Conclusion: Are we prepared for the pluriverse?
This paper aims to help service designers begin embracing critical self-reflective by bringing
a focus to their evolving lens and how it plays out in their design practice. The research
expands on how designers can ‘reflect in action’ (Schön, 1983) while considering their own
positionality and the complexities of cultural plurality in their design context. The findings
contribute towards shifting this critical dialogue from academic settings into practical
settings by creating a bridge for practising designers to access complex theories and ways of
thinking to begin supporting reflection about cultural plurality in their design practice.
The relevance of the questions raised in this paper will increase as service design becomes
more pervasive within different contexts. To prepare for the pluriverse designers need to
stop glossing over the messy realities of worlds and enter a dialogue with their politics in
their local design practices. By embracing critical self-reflection service designers can begin
embracing cultural plurality in their design practices and acknowledge their limitations.
Through this paper, we call out to design researchers to explore ways of making parts of
their research more accessible to practicing designers and aid in democratising these critical
dialogues. We hope a collective effort by the service design community picks up momentum
to work towards bringing about the change we aim to see — of embracing cultural plurality
to move toward creating culturally humble service design practices.
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